= A Report for

Texas Department of Motor Vehicles

Texas Department
of Motor Vehicles

Business Process Analysis Project

Future State Business Requirements

December 15, 2011
Solicitation 608-11-420109-D

Gartner



Texas Department of Motor Vehicles, Business Process Analysis Project
2/2/2012—Page i

Document Revision History

Revisions
Version Change | Author(s) Brief Description of Change Lead
Number Date Reviewer
2011-10-11v 1 | 10-10-2011 | Gartner Working draft Gartner
2011-11-08 v2 | 11-08-2011 | Gartner Internal QA complete Gartner
2011-11-09v1l | 11-09-2011 | Gartner Deliverable submission Greg Fisher
2011-11-09v2 | 11-14-2011 | Gartner Changed Appendix E so it will print on Greg Fisher
letter vs legal
2011-12-15v1 | 12-15-2011 | Gartner Final Delieverable Greg Fisher

Texas Department of Motor Vehicles
Future State Business Requirements 2011-12-15 Final.docx




Texas Department of Motor Vehicles, Business Process Analysis Project
2/2/2012—Page ii

Table of Contents

1.0 Purpose and BacKgroUNG..........oooiiiiiiiiiiiiies it eeeeetn e e e e eeeaaes 12
1.1  Methodology and APPrOACK.........ooiiiiiiii e 12
1.1.1  CUurrent State (AS-IS) c.oeeeeiiii i 12

1.1.2  Guiding Principles for Future State............ooovieiiiiiiiiiieeeece e 12

1.1.3 To Be Process WOorksShops .........cooouiiiiiiiiiii 13

1.1.4 Initial Future State Definition ..., 13

1.1.5 Future State Business ReqUIreMeNtS ..........coouvviiiiiiiiiiiiieeeee 13

2.0 TO BE BUSINESS REQUIMEMENTS .....uiiiiiiiiiiiiiiis ceviiiiieae e e e e e e eeeeiiia e e e e e eeeeennn s 14
2.1  Overview of Improvement INItIALIVES...........couuviiiiii e 14
2.2 Contact Center Infrastructure and Process Improvement.............cceeuveieieeeereeeennnnes 18
A R = - Y] (o | o 11 ] o IR 18

2.2.2  BUSINESS REQUIFEMENLS .....oeiiiieeiiie e 19
2.2.2.1 Functional ReqUIrE€MENTS. ......ccoiiiiiiiiiiee e 19
2.2.2.2 Non-Functional REQUINEMENES..........ceiiieeiiiieiiice e 24
2.2.2.3 Data REQUIFEMENLS .....uvueiiiiie e e e s 25

2.2.3 Cross-Reference to Future State Use CasSesS........ccevvveeeiveiiiieeeieeeeiiiiinnnn 26

2.3 Online Self-Service Capabilities for Motoring Public................cooviiiiii, 28
P22 T R = T Vo] (o [ o 11 ] o PR 28

2.3.2 BUSINESS REQUITEMENTS .....eeiiiiiiiiiiiiiieeeeeieeeeeeeeeeee et e e e eeees 28
2.3.2.1 Functional REqUIFEMENTS. .........oeviiiiii e 28
2.3.2.2 Non-Functional REQUINEMENTS..........uuuiriiieiieeieiieieieeieeeeeeeeeeeeeeeeeeeeeeeeeeeeeees 37
2.3.2.3 Data REQUITEIMENTS .......eveiiiiiiiiiiieieieeeeeeeeeeeeeeeeeeee e eeeeeeeeeeeeeeeeeeeeees 38

2.3.3 Cross-Reference to Future State Use CasSesS............uuveeereeeveeeeeeeeeeieeeeeeenne. 38

2.4 Email ResSponse ManagemMeENt ........ooiieeriiiiiiiiiie e e e e e e 39
A N R = T Vo] (o [ o 11 ] o PR 39

2.4.2 BUSINESS REQUIFEMENLS .....ciiiiiieiiice e 39
2.4.2.1 Functional REQUIFEMENTS. .........uuiieeeieiieiieiieeeeieieeee e eeeeeeeeees 39
2.4.2.2 Non-Functional REQUINEMENES..........ceiieeeiiieiiiiic e 40
2.4.2.3 Data ReqUIFEMENTS ....ouuueiiie e e e s 40

2.4.3 Cross-Reference to Future State Use CasSesS........ocevvvveevveeiiiieeeeieeeeiiiinn 40

2.5 On-Line Dealer Weh SErVICE.........uuuuuiiiiiiiiiiiiiiiiiiiiiiiiiiiii b eeeeeeeeeenees 41
P2 Tt R = - Tod (o | o 11 ] o [P 41

2.5.2 BUSINESS REQUIFEMENLS .....cceeiiieiiiie e e 41
2.5.2.1 Functional ReqQUIrEMENTS. .........ooviiiiii i e 41
2.5.2.2 Non-Functional ReqQUIrEMENTS..........oiiiiiiiiieiiiiie e 45
2.5.2.3 Data REQUIFEMENLS .....uvueiiiii et 46

Texas Department of Motor Vehicles
Future State Business Requirements 2011-12-15 Final.docx



Texas Department of Motor Vehicles, Business Process Analysis Project
2/2/2012—Page iii

2.5.3 Cross-Reference to Future State Use CasSesS............uuveveeveereeeeeeeeeeeeeeeeeeene. 46
2.6 Revamp the Dealer Licensing Program ............coooiieeiiiieiiiiias e e e eeeeeennes 47
2.6.1  BACKQIrOUNG........oiiiiiiiiiiiiiiieieeeeeee ettt snnss s e snnennnnnes 47
2.6.2 BUSINESS REQUIFEMENLS .....iiiiiieeiiie e a7
2.6.2.1 Functional ReqUIrE€MENTS. ......cciiiiiiiiiiie e a7
2.6.2.2 Data REQUIFEMENLS .....uuveiiiiii i e e e s 52
2.6.3 Cross-Reference to Future State Use CasSesS............uuveeeeeeeeieeeeeeeeereeeeeeeene. 53
2.7 Online Self-Service for Law ENfOrcement............oooooivviiiiiiiiiieiiieecee e 53
A N R = T Vo] (o [ o 11 ] o PP 53
2.7.2 BUSINESS REQUIFEMENLS .....ieiiiiiiiiiie e 54
2.7.2.1 Functional ReqUIrE€MENTS. ......ccoviiiiiiiiiee e 54
2.7.2.2 Non-Functional REQUINEMENES..........ceiiieeiiiiiiiiie e 55
2.7.2.3 Data ReqUIFEMENTS ....ouuuiiii e 55
2.7.3 Cross-Reference to Future State Use CasSesS............uuvevevveeeerereeeeeeeeeeeeeenne. 55
2.8 Implement E-Titles and E-LIi€NS .......ccooooiiiiiiiiiii e 56
2.8.1  BaACKQIrOUNG........oiieiiiiiiiiiiiieieieieee ettt snnsnneesnnennnnnes 56
2.8.2 BUSINESS REQUIFEMENLS .....cceiiieeiiie e e 56
2.8.2.1 Functional REQUIFEMENTS. ........uuuieiiiiiieiiieieeeeeeeeeeeeeee et e e eeeeees 56
2.8.2.2 Non-Functional REQUINEMENTS..........euuiiiieiieiiiiiieieieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeees 60
2.8.2.3 Data REQUIFEMENLS .....vviuiiii i e s 60
2.8.3 Cross-Reference to Future State Use CasSesS........ccevvveeeiveeiiiieeeeieeeiiiiinnnn 61
2.9 Integrated Case Management SYSIEM .......ccouvuiiiiiieiiiieiiie e e e e e 61
AN TR R = T Vo] (o [ o 11 ] o PR 61
2.9.2  BUSINESS REQUIFEMENLS .....iiiiiieiiiiii e 62
2.9.2.1 Functional REqUIFEMENES..........coviiiiii i e 62
2.9.2.2 Non-Functional REqQUIrEMENTS..........ciiiieiiiiiiiiiie e 63
2.9.2.3 Data REQUITEIMENTS .......eveiiiiiiiiiiieieeeeeeeeeeeeeeeeeeeeee e ee e e eeeeeeeeeeeeeeeeeees 63
2.9.3 Cross-Reference to Future State Use CasSesS............uuveveeveeeeeeeeeeeeeeeeeeeeenne. 64
2.10 One-Stop Shopping for MOtOr CarTiErS ......ceeuueiiiie e e e 64
P20 10 TRt R = 7= Tod (o [ o 11 ] o PR 64
2.10.2 BUSINESS REQUIFEMENLS ......ceeiiieeiiiie e e s 64
2.10.2.1Functional ReqUIrEMENTS. ......cciiiiiiiiii e 64
2.10.2.2Non-Functional REqQUIrEMENES..........ceiiieeiiiieiicie e 66
2.10.2.3Data REQUIFEMENLS ....cvvieiiiii e e e e e e s 66
2.10.3 Cross-Reference to Future State Use CasSesS........cccvvveeeiveniiiieeeiieeeeiiiinnn 67
P22 R = (= Tox £ o] ol @F= 1 T O {0 PO 68
200 It Rt R = - Tod (o [ o 11 ] o R 68
2.11.2 BUSINESS REQUIFEMENTS .....iiiiiiieiiiiee et 68
2.11.2.1Functional REQUIFEMENES. .........coviiiiii i 68

Texas Department of Motor Vehicles
Future State Business Requirements 2011-12-15 Final.docx



Texas Department of Motor Vehicles, Business Process Analysis Project
2/2/2012—Page iv

2.11.2.2Non-Functional REQUINEMENES..........coiiiieiiiieiice e 69
2.11.2.3Data REQUITEIMENTS .......eviiiiiiiiiieieieeeeeeeeeeeeeeeeeeeee e e e e e eeeeeeeeeeeees 69
2.11.3 Cross-Reference to Future State Use CasSesS........cccvvveeevveeiiiieeeeieeeeiiiinnn 69
2.12 Enforce Scofflaw STat@WITe...........uuuuuuuuiiiiiiiiiiiiiiiiiiiiiiiiieii bbb 69
N I R = - Tod (o [ o 11 ] o PR 69
2.12.2 BUSINESS REQUIFEMENLS .....ceeiiieeiiiie e 70
2.12.2.1Functional ReqUIrEMENTS..........coviiiiii i 70
2.12.2.2Non-Functional ReqUIrEMENTS.........cciiiiiiiiieiiiiie e 71
2.12.2.3Data REQUIFEMENLS ....ovvieiiii e e s 71
2.12.3 Cross-Reference to Future State Use CasSesS........ccevvvveevveniiiieeeeeeeeiiiinnn 72
2.13 Paperless WOrKFIOW. ............uuuuuiiiiiiiiiiiiiiii e 72
b0 T T R = T Vo] (o [ 11 ] o PR 72
2.13.2 BUSINESS REQUIFEMENTS .....oiiiiiieeiiiii e 72
2.13.2.1Functional ReqUIrEMENTS. .........ceviiiiii i e 72
2.13.2.2Non-Functional REqQUINEMENES..........coiiieeiiieeiiiie e 78
2.13.2.3Data REQUITEIMENTS .......eviieiiiieiiieeieieeeeeeeeeeeeeeeeeeeeee e eee e eeeeeeeeeeeeeeees 78
2.13.3 Cross-Reference to Future State Use CasSes............uuveeeeeeeriveeeeeeeeieeeeeeennn. 79
2.14 Online Self-Service SUPPlY Ordering ............uuuuueuururmmmmiiiiiiiiiiiiireneeeeeeeeeee. 80
2.14.1 BaACKQIrOUNG.......oeiiiiiieiiiiiieeiieeeieeeee et se s s nnesnnennnnnes 80
2.14.2 BUSINESS REQUIFEMENLS .....eeiiiieeiiie e e 80
2.14.2.1Functional ReQUIFEMENTS. ........uuuieeiiiiieiiieiieeeieeeeeeeeee e eeeeeeeeees 80
2.14.2.2Non-Functional REQUINEMENES ..........coiiieeiiiieiiiie e 82
2.14.2.3Data REQUIFEMENLS ....ovvieiii i e e e s 82
2.14.3 Cross-Reference to Future State Use CasSesS........ccevvveeeiveniiiieeeiieeeiiiinnn. 83
2.15 Direct Shipping of Plates, StCKEIS.........coiviiiiiiiii e 83
2.15.1 BaACKQIrOUNG.......oeiiiiiieiiiiiiieiieieiteeee ettt ssssssnss e esnnenennnns 83
2.15.2 BUSINESS REQUITEMENTS .....eveiiiiiiiiiieiieieeeeeeeeeeeeeee e e e e e e eeeees 84
2.15.2.1Functional REqUIrEMENTS. .........ceviiiiii i e 84
2.15.3 Cross-Reference to Future State Use CasSesS........ccevvveeevveeiiiieeeeeeeeeiiiinnn 86
2.16 Centralized Processing of RENEWALS .............uuuiiiiiiiiiiiiiieie e 86
N TN R = T Vo] (o [ 11 ] o PR 86
2.16.2 BUSINESS REQUITEMENTS .....eviiiiiiiiieiiiiiieieeeeeeeeeeeeee ettt e e e eeeees 87
2.16.2.1Functional ReqUIrEMENTS. .........ccuiiiiii i 87
2.16.2.2Non-Functional REqQUINEMENES..........coiiieeiiiieiicie e 88
2.16.2.3Data REQUITEIMENTS .......eveieiiiieiiiieeeeeeeeeeeeeeeeeeeeee e e s e e eeeeeeeeeeeeeees 88
2.16.3 Cross-Reference to Future State Use CasSesS............uuvveeeveeeeieieeeeeeieeeeeeenee. 88
2.17 Enhanced Technical Infrastructure Help Desk and Support............cccccceeiiiiiinnnnnns 89
N 0 R = - Tod (o [ o 11 ] o PR 89
2.17.2 BUSINESS REQUIFEMENLS .....oeiiiieeiiiiie e e e e s 89

Texas Department of Motor Vehicles
Future State Business Requirements 2011-12-15 Final.docx



Texas Department of Motor Vehicles, Business Process Analysis Project

2/2/2012—Page v

2.17.2.1Functional ReqUIrEMENTS. .........coviiiiii i 89
2.17.2.2Non-Functional ReqUIrEMENTS..........oiiiii i 90
2.17.2.3Data REQUITEIMENTS .......eviiiiiiiiiieeeeeeeeeeeeeeeeeeeeee ettt eeeeeeeeeeeeeees 90
2.17.3 Cross-Reference to Future State Use CasSes............uuvevveveeriieereeeeeeeeeeeeeenn. 91

2.18 Implement Consistent Service DeIIVEIY .............uuuuiiiiiiiiiiiiiiiiiiiiiiiiiieeeeeeeeeeeeeeeeeeees 91
PN . T R = T Vo] (o [ 11 ] o PR 91
2.18.2 BUSINESS REQUIFEMENLS .....oeiiiieeeiiie e s 92
2.18.2. 1Functional ReqUIrE€MENTS. ......ccoieiiiiiiie e 92
2.18.2.2Non-Functional REQUINEMENES..........ceiiieeiiieeiicee e 93
2.18.2.3Data REQUITEIMENTS .......eviiiiieiiiiiieeeeeeeeeeeeeeeeeeeeeeee e e e e e e eeeeeeeeeees 93
2.18.3 Cross-Reference to Future State Use CasSesS........ocevvveeevveeiiiieeeieeeeeiiiinnn 94

2.19 Expand Service Availability ............ooiiiiiiiiiiii e 94
P20 e TRt R = - Tod (o [ o 11 ] o PP 94
2.19.2 BUSINESS REQUIFEMENLS ......ceeiiieeiiiie e 94
2.19.2. 1Functional ReqUIrEMENTS. .......coceviiiiiii i 94
2.19.2.2Data REQUIFEMENTS .....uuuiiiie e e e e 99
2.19.3 Cross-Reference to Future State Use CasSesS............uuvveeeeeeeeeeeieeeeeeeeeeeeenen. 99

2.20 Expand Fleet RegiStration ..........oouuuuuiiiiie i eeeeeees 100
P2 TNt R = - Tod (o | (o 11 ] o PP 100
2.20.2 BUSINESS REQUIFEMENLS ......iiieiiiieeiiiiie e e e e e eeaannes 100
2.20.2.1Functional ReqUIrEMENTS. .......cciiiiiiiiiie e e 100
2.20.2.2Non-Functional ReEqQUIrEMENTS..........uuiiiiieeiiieeiiie e e e 100
2.20.2.3Data REQUITEMENLS ....covviiiiii i e e e e e e e et e e e e eeaanees 101
2.20.3 Cross-Reference to Future State Use CasSesS......ccoovvveiveeeeiiiiiiieeneeeeeeeeinns 101

3.0 Description of Use Case APProach ......cccccs eeeiiiiiii e 101
3.1 Use Case Organization .............uuuiiiieeeiieeiiie s e e e e e e e e e e e e e e 101
3.2 USE CASE CONCEPLS ..euuiiieeeiiieeeiiie et ettt e e e e e e e enrnnnas 102
3.3 Use Case Context DIiagramsS ........ceiiiieeiieeeiiiie e e e e e e 102
3.4 Use Case WOrkflow DiagramS.........ccceeiieeeiiiiiiiiie e e e e e e e 103
4.0 TXDMY OVEIVIEW ...ovviiiiieeeeeeeeeeiiiiiea e e e es oaee e e e e ettt s e e e e e e e e e eeeatba e e e e e e e e e eeerean s 103
5.0 Auto Burglary and Theft Prevention Authority (ABTPA ) e 104
5.1 Overview and BackgrOoUNG .............uuuiiiiiieiiiiieiiis e e e e e e e e eeans 104
5.1.1 Purpose and Objective of Program............cccccvuuiiiiiieeiiieeiiii e 104

5.1.2  VOoIUME @Nnd MELIICS....couiiiiii e e e e e e eeaeees 104

5.1.3  USE CASE OVEIVIEW.....eeeiiiiiiiiiiiiiiieiieeeeeeeeaaeeseseeeesseesaeseeeeeeeeeeeeseeseseeeeeeeeees 104

5.2 USE S ettt e e e e e 105
5.2.1 ABTPA-1000 Issue RFP for ABTPA Grants ..............eeeveeeeeeeeeeeeeeeeeeeeeeene 105

5.2.2 ABTPA-1001 Apply for ABTPA Grant..........cccuuuiiiiiieeiieeeiiie e e eeeeeiiinns 106

Texas Department of Motor Vehicles
Future State Business Requirements 2011-12-15 Final.docx



Texas Department of Motor Vehicles, Business Process Analysis Project

2/2/2012—Page vi
5.2.3 ABTPA-1005 Evaluate and Award ABTPA Grants ............ccccocceeeiieeennen. 108
5.2.4 ABTPA-1010 ReqUESt FUNAS ......evvviiiieiiiiiieieeeieieeieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeees 110
5.2.5 ABTPA-1015 AQUSE Grant........ueeeeeeeeeeeeieeeeeeieeeeeeeeeeeeeeeeeeeeeeeeeeeseeeeeeeeeeeees 112
5.2.6 ABTPA-1020 Submit Grant Progress RepOMS..........cccevevvvvveieiiieeeeeeeeiinns 114
5.2.7 ABTPA-1025 Conduct Grant AUt ............eeeeeeeeeereeieieeieieeeeeeeeeeeeeeeeeeeeeee 116
6.0 AdMINISITAtIVE SEIVICES.....ciiiiiiiiiiiiiiiiiiiis ettt e e e e e e e e eeeeeeeeeeees 118
6.1  Overview and BacKgrOoUNG .............uuuiiiiiieiiiiiiiiiis e e e e e e et eeeeeans 118
6.1.1 Purpose and Objective of Program............coooeuiuiiiiiiieiiieeeeee e 118
6.1.2  USE CASE OVEIVIEW......eeiiiieiiiiiiiiiieeeeeeeeeeeaaeeaeeseeeeeeeeeeeeeeeeeeeeeeeseeeeseeeeeeeeees 119
8.2 USE CASES ..uuuiii e eiieeeettt ettt e e et e e e e eeeaaaaa 119
6.2.1 ADMIN-1030 Fulfill License Plate and Sticker Order ...........ccc.oeeeevveeennnens 119
6.2.2 ADMIN-1035 Obtain a Supply of Title StoCK............ccevvvveiiiiiiiiiieiiieeeii, 120
6.2.3 ADMIN-1045 Reorder License Plates to Replenish Warehouse

TN V7= (o] Y P 121
6.2.4 ADMIN-1070 Provide Centralized Technical Support ..............cceeevveeennnns 122
6.2.5 ADMIN-1076 Archive Paperwork...........coooiveeeeiiuiiiiieeeiieeeeiiee e 123
6.2.6 ADMIN-1077 Process Incoming Documents and Initiate Workflow.......... 124
6.2.7 ADMIN-1078 Report Performance MetriCS .........ccovveeeiiieeeiiiiiiieeeeeeeeeiinns 125
7.0 CoNSUMET REIALIONS .....ovvviiiiiiiiiiiiiiiiiiiiiis ittt e e e e et e eeeeeeeeeeees 130
7.1 Overview and BacKgrOUNG .............uuuiiiiieeiiiiiiiies e e e e e e e e eeeeeans 130
7.1.1 Purpose and Objective of Program................eeeeeeeeeiiieeimieeieeieeeeeeeeeeeeeeeeen 130
7.1.2  VolUME @nd MELICS. ...ceiiiiii e e e e e e eeaeees 131
7.1.3  USE CASE OVEIVIEW.....eeviiiiiiiiiiiiiiiiteeieeeeeeaeseaeeeeeeeeeeeeeseeeeeeeeeeeeeeeeeeeeeeeeeeees 133
7.2 USE CBSES ..oiuiiiiiiitii ettt ettt e et e e e ettt e et et e e e et e e eeaa e aeaas 133
7.2.1 CRD-1080 Contact TXDMV .....cooiiiiiiiiiiiieee e 133
7.2.2 CRD-1092 Obtain Web Customer SUPPOrt........cccooeeeeiieeeiiiiiiiiieeeeeeeeeiinns 135
7.2.3 CRD-1095 Track Complaints and Compliments ...............ceevvvevevieeeeennnnee. 136

7.2.4 CRD-1100 Obtain MVD/ENF (Motor Vehicle Division/Enforcement)
= To] (] P 138
7.2.5 CRD-1105 Obtain a Duplicate Registration (Out of State) ....................... 139
7.2.6 CRD-1110 Process In-State Stolen Remark..............coooveiiiiiiiiiniiiienennnns 141
7.2.7 CRD-1115 Resolve Toll Authority DISPULe.........eiiiiiieiiieiiiiiee e 142
7.2.8 CRD-1120 Process Seized Placards..............ueeueveeeieeeieieiiieiiiieeeeeeeeeeeeeen 144
7.2.9 CRD-1145 Respond to Constituent Referrals............cccveviceiiiieiiiieeeinnns 145
7.2.10 CRD-1150 Conduct Customer Satisfaction Survey...........ccccceeeeeeevveennnnnns 146
7.2.11 CRD-1155 Ask a Question through “Ask Reggie”.........cccccoeeeeivieeiiieennnnn, 148
7.2.12 CRD-1160 Update and Manage the Knowledge Repository..................... 149
7.2.13 CRD-1165 Obtain Vehicle and Motorist Information ....................eeeveeeeee. 150
8.0 ENfOICEMENT ....eeii it e e e e e et e e e e e eenanee 152

Texas Department of Motor Vehicles
Future State Business Requirements 2011-12-15 Final.docx



Texas Department of Motor Vehicles, Business Process Analysis Project

2/2/2012—Page vii
8.1  Overview and BackgroUNd ...........cccoooeeeiiiiiiiiiiii e 152
8.1.1 Purpose and Objective Of Program............cooeeuuuiiiiiiiiiiieeiiieee e 152
8.1.2  VoIUME @nd MELIICS. ...couiiiiii e e e e eeaeees 153
8.1.3  USE CASE OVEIVIEW......eeiiiiiiiiiiiiiiietieeeeeeeeaaeeeeeseeeeeeeeeeeeeeeeeeeeeeeeeeeeseeeeeeeeees 153
8.2 USE GBS ittt et a et e e e e e eaaas 154
8.2.1 ENF-1170 Inspect Dealer PremiSes .........ccovvvvuiiiiiiieieiiieeeiie e 154
8.2.2 ENF-1175 Resolve Complaint..........cccceeiiieiiiiiiiiiie e 156
8.2.3 ENF-1185 Facilitate Lemon Law Complaint Resolution........................... 163
9.0 MOtOr Carrier DIVISION......cooiiiiiiiiiiiiiiiiiis s 168
9.1 Overview and BacKgrOUNG .............uuuiiiiieeiiiiiiiiis e e e e e e et eeeeeans 168
9.1.1 Purpose and Objectives of Motor Carrier Credentialing Program ............ 168
9.1.1.1 Motor Carrier Credentialing Current Volume and Metrics ..............cccouuee. 169
9.1.2 Purpose and Objective of IRP Program............ccccoooeieiiiiiiiiiiiiiieeeeeeeeiiin, 169
9.1.2.1 IRP Current Volume and MetriCS ........covieieiiiiiiiiie e 170
0.1.3  USE CASE OVEIVIEW......eeiieiiiiiiiiiiieetteeeeeeeeaaeeaeeeeeeeseeeeeeeeeeeeeeeeeeseeseseeeeeeeeees 170
0.2 USE CBSES ..t iiiiitii ettt ettt et e e e et et e et et e ae e e aaeaas 171
9.2.1 MCD-1205 Set up an insurance company acCOUNt...............evreerreeeeeeennne. 171
9.2.2 MCD-1210 Obtain Texas Intrastate Operating Authority (TXxXDMV
NUMDET) ..o 172
9.2.3 MCD-1215 Obtain Operating Authority (TxXDMV Number) for Passenger
(O 14 41T PP PPPPPPPPPRRPPNS 175
9.2.4 MCD-1220 Renew Motor Carrier TXDMV Number..............cevvvvvvveiveennnnee. 178
9.2.5 MCD-1225 Manage Motor Carrier System ACCOUNt............ceeveereerreeennnnns 179
9.2.6 MCD-1230 Report Insurance Renewals and Reinstatements for Motor
(O 4 1= £ 180
9.2.7 MCD-1235 Convert TXDMV Number Registration to Align with a UCR
REGISIIALION .. .ee e e 181
9.2.8 MCD-1240 Reinstate TXDMV Number after a Lapse in Insurance........... 182
9.2.9 MCD-1245 Request the Revocation of a TXDMV Number....................... 184
9.2.10 MCD-1250 Cancel a TXDMV NUMDET.........cuuiieiiiiiiiiiieiiieiieieeeeeeeeeeeeeeeeeees 185
9.2.11 MCD-1255 Verify Motor Carrier Information ..............cccccevvvvieiiiiieiiiennnnnns 185
9.2.12 MCD-1260 Inquire Into & Motor CaITIEN ...........euuvvieeieeeieieieeeeeeeeeeeeeeeeeeeeee 187
9.2.13 MCD-1265 Perform Unified Carrier Registration (UCR) Outreach............ 188
9.2.14 MCD-1270 Apply for UCR (Unified Carrier Registration) ......................... 189
9.2.16 MCD-1285 Process a refund to a Motor Carrier ...........cecevveeeiieeeeeeeeennnnns 192
9.2.17 MCD-1290 Request an additional payment due to underpayment........... 193
9.2.18 MCD-1295 Send UCR Registration Funds that Exceed Texas Cap......... 194
9.2.19 MCD-1300 Deactivate USDOT NUMDET .........uuviiiiiiiiiiiiieiieieeeieeeeeeeeeeeeeee 195
9.2.20 MCD-1305 Obtain a USDOT NUMDET.........cuuviiiiiiiiiiiieiiiiieeeeeeeeeeeeeeeeeeeeee 196
9.2.21 MCD-1310 Open an Apportioned ACCOUNT ...........eevveeeeeeeeeeeereeeeeeeeeeeeeeeee 197

Texas Department of Motor Vehicles
Future State Business Requirements 2011-12-15 Final.docx



Texas Department of Motor Vehicles, Business Process Analysis Project

2/2/2012—Page viii
9.2.22 MCD-1315 Mail monthly IRP renewal packet ............cccccvvvveiiiieievieennnnns 199
9.2.23 MCD-1320 Renew Apportioned ACCOUNT............euveveeeeeeeeeeeeeeeeeeeeeeeeeeeeeees 200
9.2.24 MCD-1325 Make Changes to an Apportioned ACCOUNt .............cevvveeeenee. 202
9.2.25 MCD-1330 Process a Refund for an Apportioned Account...................... 205
9.2.26 MCD-1335 Disburse and Receive Net Apportioned Plate Fees to and
from Other JUMSAICTIONS .....coooeeeieie e 206
9.2.27 MCD-1340 Perform a Record Inquiry on an Apportioned Account........... 210
9.2.28 MCD-1345 Exchange Vehicle Safety Data (PRISM Program)................. 211
9.2.29 MCD-1350 Override Out-of-Service (OOS) Indicator...............eevevveevennee. 212
9.2.30 MCD-1365 Apply for fleet registration.................eeeeeeeeeeeeeeeeeeeeeeieeeeeeeeeeeee 213
9.2.31 MCD-1370 Renew Fleet Registrations .............veeeiiieeiiieeiiiiiiiie e 215
9.2.32 MCD-1380 Apply for Token Fleet Registration .................eevveveeeveeeeeeennnee. 216
9.2.33 MCD-1385 Provide Annual Proof of Payment of Heavy Vehicle Use Tax
(0 S (== TSR 218
9.2.34 MCD-1390 Perform Records ChecCKsS .............uuuvuuiiiiiiiiiiiiiiiiiiieieieeeeeeeeeee 219
9.2.35 MCD-1395 Perform Audit of Interstate Motor Carriers..........cccueeveeeveeeeee. 220
9.2.36 MCD-1400 Validate Out-of-State AUAILS............eevereeeeeiiieiiiiieieeieeeeeeeeeeee 222
10.0 MOtOr VENICIE DIVISION......cviiiiiiiiiiiiiiiiiiis aetiiitieeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeeneees 224
10.1 Overview and BackgroUNnd ...........ooouiuuiiiiii i e e e 224
10.1.1 Purpose and Objective of Program............coooeviiiiiiiiiiiiiieeieee e 224
10.1.2  Volume and MEetrICS......ccoiiiiiiiiiiieee e 226
10.1.3 USE CASE OVEIVIEW....cceiiiiiiiiiieeeeeee e 226
L0O.2  USE CASES . .eiiuiiiiiiii ettt ettt e ettt e e et e e ettt e e e et e e e e e e et et e e eeaa e aaenas 226
10.2.1 MVD-1415 Apply fOr LICENSE.....ccceiieeeece e 226
10.2.2 MVD-1420 Notify Dealer of Right to Protest ............cccccooiiiiiii. 231
10.2.3 MVD-1425 RENEW LICENSE ..ot iieiiiieeiiice et 233
10.2.4 MVD-1430 AmMend LIiCENSE......cccoviiiiiiiiiiee e 235
10.2.5 MVD-1435 Obtain Refund ... 236
10.2.6 MVD-1440 Send Bond Letter .........ccoovviiiiiiiiiii 237
10.2.7 MVD-1445 ClIOSE LICENSE.....cceiiiiiiiiiiee e, 238
10.2.8 MVD-1450 Process Non-Sufficient Fund ChecK.............ccoovveiiiiiiinnnennee. 239
10.2.9 MVD-1460 Protest a Dealer License Application .............ccceevvvvveiieeeennnne. 240
10.2.10 MVD-1465 Pursue LItIgatioN.........ccooeiiiuuniiiieeee e 243
11.0 Vehicle Title and RegQIStration .........cccoviiiiis it 245
11.1 RegioNal OPEratiONS .......ciiieeeiiieiiiiiiiiiies eevtiiiea s e e e e e e e e ee et s e e e e e aeeeeeaann e e eeeeees 245
11.1.10verview and BackgroUNd ...........oouuuuuiiiiiii e a e 245
11111 Purpose and Objective of Program............ccceeeeviiiiiiieeieeeeiiienn. 245
11.1.1.2 VOoluMe and MEetriCS. .....ooeiiieeiiiie e 248
11.1.1.3 USE CaSE OVEIVIEW.....coeiiiiiiiiieeeee e, 248

Texas Department of Motor Vehicles
Future State Business Requirements 2011-12-15 Final.docx



Texas Department of Motor Vehicles, Business Process Analysis Project
2/2/2012—Page ix

11.1.14 VTR-1470 Apply for Texas Certificate of Title and Registration.....250
11.1.1.5 VTR-1475 Submit Dealer Title Transactions ............cccccoeeeeeveeennens 256
11.1.16 VTR-1485 Obtain Mechanic/Storage Lien ............cccoeeieiiiiiiiiinnnns 260
11.1.1.7 VTR-1500 Process Title COrrection ..........cooeeeeeeiiiinensiiees 264
11.1.1.8 VTR-1505 Process Motor Vehicle Transfer Notification................. 265
11.1.1.9 VTR-1520 Renew Registration...........cccceevveeeiieeiiiiieiiee e 268
11.1.1.10 VTR-1525 Change AdAress .......coooevviiiiiiiieeceeeee e 272
11.1.1.11 VTR-1540 Transfer Specialty Plate to Another Vehicle ................. 273
11.1.1.12 VTR-1545 Replace Lost, Stolen, Mutilated Plate/Sticker ............... 274
11.1.1.13 VTR-1550 Order Specialty Plates...........ccccooiiiiiiiiiis 276
11.1.1.14 VTR-1560 Order SUPPIES .....uuuumiiii e 279
11.1.1.15 VTR-1565 Obtain Disabled Parking Placard/Plate......................... 280
11.1.1.16 VTR-1570 Obtain Nonresident Agricultural Permit ........................ 281
11.1.1.17 VTR-1575 Process Non-Sufficient Fund Check at TAC................. 283
11.1.1.18 VTR-1580 Order Dealer/Subcontractor Equipment and Setup ...... 284
11.1.1.19 VTR-1585 Obtain Token Trailer Plate ............cccoeiiiiiiiiieiiieeins 285
11.1.1.20 VTR-1590 Obtain Vehicle Transfer Permit ............cccoooiiiiiiiiiiinnns 286
11.1.1.21 VTR-1595 Register Non-Titled Trailer ...........ccccoooiiiiiiiiiiiiiis 287
11.1.1.22 VTR-1600 Process Surrendered Junk/Salvage Titles.................... 288
11.1.1.23 VTR-1605 Assign/Re-AssignN VIN ........cccoiiiieiiiiiiiiie e 289
11.1.1.24 VTR-1610 Apply for Certified Copy of Original Title (CCO)............ 292
11.1.1.25 VTR-1615 Process Registration Refunds...........cccoovveeeiiieiiiiinnnn. 293
11.1.1.26 VTR-1620 Request Credit Fee Vouchers.........ccccceevveeeiiieiiiiiennnn. 294
11.1.1.27 VTR-1625 Request Certified Dealer Reassign/POA Forms........... 296
11.1.1.28 VTR-1630 Request Auction ReCEIPtS .......ceevvveviiviiiiieeeeeeee, 297
11.1.1.29 VTR-1635 Distribute VTR Error Report .........cccceeeiiieiiiiiiins 298
11.1.1.30 VTR-1645 Conduct Annual County TAC Audit .......ccccoeeeiiiiiiiinnns 299
11.1.1.31 VTR-1650 Obtain Annual NAFTA Permit.........ccoooeiiiiiiiniiinns 300
11.1.1.32 VTR-1655 Renew Annual NAFTA Permit.......cccccoeeeiiiiiiiiinieiiinnnns 302
11.1.1.33 VTR-1660 Obtain Weight Increase for NAFTA Trailer ................... 304
11.1.1.34 VTR-1665 Obtain Replacement of NAFTA Permit Plate................ 305
11.1.1.35 VTR-1670 Obtain Refund for NAFTA Permit.........ccccoeeeiiiiiiiiinnnns 306
11.1.1.36 VTR-1675 Process Export Only Sales..........ccccevvveeiieeeceeeeiiinn. 307
11.1.1.37 VTR-1740 Obtain Duplicate Registration Receipt............cccvvvunnn... 309
11.1.1.38 VTR-1745 Obtain Time PermitS ........ocoouviiiiiiiiiiieiiee e 310
L1 .2 THIHIE SEIVICES ..uuieuiiiiiiiiiiiiiiiititiittriiies eeteeeeeeeeeeeeeeeeeeeteeeeeeeeeeeeeeeeeeeeeeeeeeeesssesseesnnees 312
11.2.10verview and BackgroUNd ...........coouuuuiiiiii i 312
11.2.11 Purpose and Objective of Program............cccceeevviieniiieiieeeeiiinnn 312
11.2.1.2 VOolUME aNnd MELIICS. ..o 313

Texas Department of Motor Vehicles

Future State Business Requirements 2011-12-15 Final.docx



Texas Department of Motor Vehicles, Business Process Analysis Project
2/2/2012—Page x

11.2.1.3 USE CaSE OVEIVIEW....cceeiiiieii e, 313
11.2.2 USE CaBSES e iiiiiii e ettt ettt ettt e et e e et e e e e e e e e e e e e e 313
11.2.2.1 VTR-1755 Determine Title and Registration Requirements for a

NEeW VERNICIE TYPE .o 313
11.2.2.2 VTR-1760 Answer National Motor Vehicle Title Information
System (NMVITS) INQUITY ...cooeeeeiieeee e 314
11.2.2.3 VTR-1765 Ask DTA (Dealer Title Application) Vendor Question....315
11.3Title Control Services — Release/Reject Title and L egal Restraint................ 316
1131 Overview and Background ................eeevieiiiiiiiiiiiiiiieieieeeeeeeeeeeeeeee e 316
11.3.1.1 Purpose and Objective of Program.............cccceevviieeiieeeeeeeeiiinn. 316
11.3.1.2 VOoluMeE and MELHICS. ..o 317
11.3.1.3 USE CaSE OVEIVIEW. ....ceeeeiieiiieeeeeeeeeiiiie e e e e e et e e e e e e eeeenen s 317
11.3.2 USE CASES .eiiiiiiee ettt ettt e e e e e e e n e 318
11.3.2.1 VTR-1770 Release/Reject Title Transaction...............ccccceeeeinnnnnns 318
11.3.2.2 VTR-1776 Release/Reject Special Title Transaction ..................... 319
11.3.2.3 VTR-1805 Monitor Apportioned Titles .........ccoevvvvieiiiieeiieeei. 322
11.3.24 VTR-1815 Obtain Operational Legal Restraint ..................ccccce...... 323
11.4 Title Control Services — Salvage/Non-Repairable ...  .....cccoooiiiiiiiiiiiiiiiiiiieeeee, 325
11.4.1 Overview and Background ...........ccoooeeeiiiiiiiiiiiii e 325
11411 Purpose and Objective of Program............ccceeeeviiiiiieeeieeeeiiiinennn 325
11.4.1.2 VOoluMeE and MEetriCS. .....ooeiieeeeiiiie e 326
11.4.1.3 USE CaSE OVEIVIEW....cceeiiiieieiieieeeee e, 326
11.4.2 USE GBS e iiiiit ettt e et e e e et e e e e e e e e e e et ae 326
11.4.2.1 VTR-1825 Report Owner Retained Salvage or Non-Repairable
VERNICIE ... 326
11.4.2.2 VTR-1835 Apply for Owner Retained Salvage/Non-Repairable
Title 328
11.4.2.3 VTR-1840 Obtain Assignment of Salvage/Non-Repairable Title....329
11.4.2.4 VTR-1845 Update Scofflaw ENtries...........cccoooiiiiiiiiiiiis 331
11.5Title Control Services — Certificate of Authority. ... 333
115.1 Overview and Background ...........ccoooveeiiviiiiiiiiii e 333
115.1.1 Purpose and Objective of Program.............ccccevvvvieiiieeeceeeeiinn. 333
115.1.2 VOoluME and MEetriCS. .....oeeiieeeiiiiie e 334
11.5.1.3 USE CaSE OVEIVIEW.....coeiiiieieeieeeeeee e, 334
11.5.2 USE CaBSES e iiiiit ettt ettt e et e e e et e e e e e e e e e e e e e 335
115.2.1 VTR-1855 Obtain Certificate of Authority for Abandoned Vehicle..335
11.5.2.2 VTR-1860 Obtain Certificate of Authority for Insurance Company
to DiSpoSe Of VENICIE........ooveeiiee e 336
11.5.2.3 VTR-1865 Obtain Certificate of Authority (COA) for Tow Truck or
Storage FaCIliLy ..ocoovvieiiii e 338

Texas Department of Motor Vehicles
Future State Business Requirements 2011-12-15 Final.docx



Texas Department of Motor Vehicles, Business Process Analysis Project

2/2/2012—Page xi

11.6 Research and Data AnalySiS SEIVICES.......cccccies coviiiiiiieee e 340

11.6.1 Overview and Background ...........ccoooeeeiiiiiiiiiiiiiiee e 340

11.6.1.1 Purpose and Objective of Program............cccceeevviiiiiiieeiieeeiiinnn. 340

11.6.1.2 VOolUME aNd MELIICS. ..o 341

11.6.1.3 USE CaSE OVEIVIEW. ....ceeeiiieiiieeeeeeeeeiiie e e e et e e e e e e eeeeeae s 341

11.6.2 USE CaBSES . iiiii ettt ettt e e et e et e e e e e e e e e e et e 341

11.6.2.1 VTR-1880 Research Title HIStOry ........ccooveeeeiiiiiiiiiiiiee e, 341

11.6.2.2 VTR-1885 Correct Vehicle Records ..........c.ooooevvveiiiiiiiiiieeeiieeeiinns 344

11.6.2.3 VTR-1886 Update Apportioned Registration ...............ccceevvvvvnnnnnnn. 345

11.7 Vehicle RegiStration SEIVICES .....ccciiiiiiiiiiiis i e e ee e e e e e e 346

11.7.1 Overview and Background ............ccoooeeiiiiiiiiiiiieee e 346

11.7.11 Purpose and Objective of Program............ccceeevviiiniiieeieeeeiiinn. 346

11.7.1.2 VOolUME aNd MELIICS. ..o 347

11.7.1.3 USE CaSE OVEIVIEW. ....ceeeiiieiieeeeeeeeeeiiie e e e e e et e e e e e e e 347

11.7.2 USE CASES .ottt e e et e e e e e e aaaa 348

11.7.2.1 VTR-1895 Apply for Organizational Specialty License Plate.......... 348

11.7.2.2 VTR-1910 Obtain Souvenir License Plate ............cccccceeivveeeiieeennnnns 351

11.7.2.3 VTR-1920 Correct Specialty License Plate Registration Errors .....351

11.7.2.4 VTR-1925 Send Fee Change Letters to County Judges................ 352

Appendix A: Consolidated TO BE Use Case Context Di  agram..........cccoeeeevveeeenne 354

Appendix B: Actors and Associated Use Cases Cross- Reference............oocc...... 356

Appendix C: Legacy System DICHONAIY.....cccccce. i e eeeeeeeeie e 362

Appendix D: Business Requirements Spreadsheet....  ....cooooiiiiiiiiiiiiiiiiiciiee e, 370
Appendix E: Cross Reference of Initiatives and Mod  ified Future State Use

O TS < 3PP 371

Texas Department of Motor Vehicles
Future State Business Requirements 2011-12-15 Final.docx



Texas Department of Motor Vehicles, BPA Project
2/2/2012—Page 12

1. Purpose and Background

The Future State Business Requirements document provides the business requirements and
use cases for the TXDMV business processes to be transformed. The transformed business
processes and requirements are organized around a series of improvement initiatives. The
requirements form the basis for analyzing alternative solutions and sourcing strategies (e.g., in-
sourcing, out-sourcing procurements) for implementing the improvement initiatives.

1.1 Methodology and Approach

This following diagram describes the business process analysis methodology and approach
used to develop the Initial Future State Definition document:

Document Future
State Business
Requirements

Document
Initial Future
State Definition

Conduct To Be
Process
Workshops

Establish Guiding
Principles for
Future State

Document
Current State
(As Is)

1.1.1  Current State (As-Is)

Gartner conducted information gathering activities leading to the documentation of the TxDMV
critical business processes and opportunities for improvements. The information gathering
activities included:

m Visits to TXDMV TxDMV Regional Service Centers and County Tax Assessor-Collector
offices servicing small, medium and large counties

m Attendance at the annual Tax Assessor-Collector Association conference

m Interviews with TXDMV internal and external stakeholders, including TxDMV division
directors, representatives from law enforcement agencies, dealers, and the motoring
public, and

m  Work-sessions with TXDMV business process owners and subject matter experts
(SMEs)

Current state process documentation is located at the TxDMV intranet site for the Automation
Project: http://crossroads/dmv/projects/automation/as-is.asp.

1.1.2  Guiding Principles for Future State

Gartner facilitated a workshop with TXDMV Executive leadership to identify guiding principles
that would serve to inform the brainstorming and definition of ideal TXDMV business processes.
The following are the ten Business Process Analysis guiding principles:

m Resolve issues at first contact

m Deliver consistent customer experience

m Provide full service to all customers at any service location

m Provide status information in real time to customers and stakeholders

m  Provide online self-service capability with a minimum of manual intervention
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m Track call performance for all incoming calls

m Process work in a paperless manner starting at the point of entry

m Incorporate quality assurance into business processes

m Continue to provide flexible payment options

m Each requirement must be linked to benefits based on the following priority:
1. Benefit to customers;
2. Benefit to stakeholders;
3. Benefit to TXDMV.

1.1.3 To Be Process Workshops

Gartner facilitated eight To Be Business Process Workshops to define business process
improvements to transform the way TxDMV does business in the future. The participants of
these workshops included:

m  County TAC representatives

m  TxDMV division directors, subject matter experts, and some TxDMV board members
m Law enforcement representatives

m Dealer representatives

m Insurance company representatives

m Motoring public representatives

1.1.4 Initial Future State Definition

The outcome of the To Be Business Process workshops is documented in the Initial Future
State Definition. This document satisfies milestones 7 — 9 of the Business Process Analysis
project plan. The Initial Future State Definition was validated in a TXDMV executive workshop
on September 15, 2011, and is revised and expanded in the Future State Business
Requirements Document deliverable.

The Initial Future State Definition is located at the TXDMYV intranet site for the Automation
Project: http://crossroads/dmv/projects/automation/to-be.asp.

1.1.5 Future State Business Requirements

The Future State Business Requirements Document elaborates on the Initial Future State
Definition to further specify the transformed business processes that TxXDMV envisions for the
future. The requirements are organized around improvement initiatives and cross-reference to
the business process use cases that are organized by TxDMV division and customer groups.

The following are the types of business requirements provided in this document:

m Business Requirements. The business requirements specify features and rules that must
be satisfied by the solution. There are three types of business requirements specified in this
document:

o Functional. These requirements specify functionality and business features of the
solution.
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o Non-Functional. Non-Functional requirements may specify technical requirements,
architecture design constraints, or service levels that the solution must adhere to.

o Key Data. These are being utilized to specify requirements related to capturing and
reporting on key performance data. Key performance data is used to measure
business outcomes and the success of the initiative.

m Use Cases. The use cases provide a view of functionality from the perspective of an actor
attempting to accomplish something of value in an interaction with TXDMV. The use cases
illustrate business requirements within the context of the TxDMV business.

2. TO BE Business Requirements

2.1 Overview of Improvement Initiatives

The improvement initiatives describe a vision of the future state of TXDMV where the business
model is enhanced to deliver improved services to the citizens of Texas as well as provide
efficiencies across the agency and its key delivery partners, the County TACs. The
improvement initiatives describe additional ways of delivering services and it is assumed that
current capabilities delivered by the TxDMV and County TACs will continue to be supported and
enhanced.

Table 1. Overview of Improvement Categories and Improvement Scenarios

Improvement Summary Description and Main Objectives
Initiatives
Contact Center * Improve customer service (drive to single stop shopping and first
Infrastructure and point of contact resolution) and Contact Center efficiencies by
Process establishing an improved call handling and intelligent routing
Improvement infrastructure and flows.

» Establish customer relationship management capabilities and
provide a customer-centric view of TXDMV customers.

Online Self - * Improve customer service by enabling online Web self-service for
Service the motoring public using knowledge-based virtual assistant, web
Capabilities for chat, collaborative browsing, etc.

Motoring Public « Establish infrastructure and standards for knowledge-based

customer Web services.

* Expand the capability of “Call Center” to “Contact Center” to include
multi-channel support including capability for customers who initiate
a transaction on the Web to interact and get support from contact
center agents through Web chat and live communication.

Email Response Improve efficiencies and customer service by deploying email response
Management management capabilities.

Capability

On-Line Dealer * Expand online capabilities for dealers to title and register vehicles in
Web Service near real time, capturing all information at the point of purchase and
Initiative eliminating the need for the buyer and the dealer to visit the TAC.

« Improve the interfaces for vehicle transfer title transactions, allowing
dealers to submit transactions online and provide payment in
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Improvement
Initiatives

Summary Description and Main Objectives

electronic form.
Create efficiencies at dealer locations by using data from the buyer’s
order to pre-populate the TXDMV system with a pending transaction.

Revamp the
Dealer Licensing
Program

Improve process and reduce time for processing Dealer License
application:

Simplify the rules and requirements for dealers to obtain a license.
Reduce risk to the general public and to the applicant by requiring
online (or in person) training and certifications as part of license
process.

Allow applicants to establish an account with TXDMV and complete
the application online. Accept license applications at all locations
and forward them to MVD.

Enable Web self-service access to license applications together with
knowledge management, virtual assistance, web chat and person-
to-person communication through the Web to assist the applicants
with licensing applications.

Triage the license applications into simple and complex applications
and implement fast track process for simple “vanilla” applications.
Implement field inspection to assist applicants with complex
applications. Allow applicants to pay a fee to expedite the inspection.
Capture/scan all documents related to the license applications
(including match mail) into the system up-front so that the
application status is visible in the system to all staff involved with
processing the application.

Reduce time of processing an application by streamlining the
process for payments and checks.

Online Self -
Service for Law
Enforcement

Improve law enforcement access to information and improve internal
TxDMV efficiencies by enabling law enforcement with self-service,
enhanced access to all vehicle and driver information and providing
a single view of all vehicle and owner information without having to
navigate multiple systems.

E-Titles and E -
Liens

Improve security, reduce fraud and improve efficiencies by
implementing a fully electronic titling program, whereby the TxDMV
vehicle record is the “official title record” and paper titles are optional
at the time of initial titling or vehicle transfer.

Improve Dealer services by allowing dealers to electronically
assign/reassign titles by updating TxDMV registration and titling
systems in real time, eliminating the need to provide hard copy titles
or assignment/reassignment forms and the need for POAs when
vehicles are taken in on trade.

Improve services to financial institutions and dealers by expanding
the current electronic lien program so that all liens can be placed
electronically and released electronically at the time of payoff.
Include the capability for dealers to electronically pay off lien holders
for vehicles they take in on trade.

Integrated Case
Management
System

Provide an integrated case management solution for Enforcement to
increase information sharing, help streamline business processes,
facilitate better decision-making, and increase efficiency.
Incorporate remote access to the case management system for field
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Improvement Summary Description and Main Objectives
Initiatives
inspections and investigations.

* Incorporate field service management to improve the efficiency of
inspections by providing the capability to schedule and dispatch
investigators using business intelligence.

One-Stop Improve motor carrier customer satisfaction by enabling one-stop
Shopping for shopping and reduce time from purchase of a vehicle to being able to

Motor Carriers

operate the vehicle for business purposes by implementing one-stop
shopping and access to all services online and supported by Web
Customer Service.

Electronic Cab
Cards

Improve customer service and efficiencies for carriers by enabling
electronic cab cards.

Enforce Scofflaw

Assist state and counties in the collection of outstanding scofflaw fees

Statewide by preventing registration until outstanding fees for all counties have
been paid.
Paperless * Reduce cost and improve efficiency by reducing the movement of
workflow paper and replacing paper flow with electronic transactions,
especially reduce the paper flow originating from TAC vehicle
transfer transactions.
« Improve customer service and time to issue a title by reducing
delays associated with paper processing.
Online Self - » Create a centralized, integrated online ordering system for all
Service Supply TxDMV staff, TACs and subcontractors for all supplies, including
Ordering pre-addressed window envelopes, secure title stock, plates, stickers,
etc. The objectives include:
< Improving services to the stakeholders by providing automated
re-ordering capabilities.
* Improving services to the stakeholders by proving on-line access
to order status.
¢ Reducing cost by eliminating manual order processing.
« Reducing cost by reducing inventory levels.
Direct Shipping « Implement shipping of all plates, stickers and registration receipts
of Plates, directly to the customer from a central location.
Stickers « Eliminate the need for customers to visit a service location (TAC

Office or Dealer) to obtain a metal plate, stickers, and registration
receipts, regardless of the service location or service channel
selected by the customer for registration services.

* Reduce inventory costs by shipping all plates, stickers and
registration receipts from a central location directly to the customer
via U.S mail once the registration transaction has been completed.
Include all standard issue plates, dealer plates, specialty plates, and
souvenir plates. Include replacement plates, stickers and
registration cards for situations of loss, theft and mutilation and
whenever plate replacement accompanies registration renewals at
the TAC’s subcontractor locations.

« Eliminate plate inventories at all locations except Huntsville.

« Provide customers an option to have plates, stickers and registration
receipts mailed to their TAC or dealer instead of to them. However,
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Improvement Summary Description and Main Objectives
Initiatives
if a dealer has financed a purchased vehicle, require the plate,
sticker and registration receipt to be mailed to the dealer for delivery
to the customer.

* Provide customers the option to have plates, stickers and
registration cards mailed overnight for an additional fee, passing the
expedited fee on to the customer.

« Provide customers the ability to check their order status online or by
phone.

Centralized Improve efficiencies and reduce workload on TACs by establishing

Processing of central and automated processing center(s) to process all mail-in and

Renewals online renewals using mail opening and remittance processing

equipment.

Enhanced * Improve service consistency and responsiveness of TXDMV in

Technical support of TACs by creating a centralized support function within

Infrastructure TxDMV to provide one-stop shopping for assistance with policies,

Help Desk and : : :

Support |nte.rpretat|on of State regulations and for hardware and software
assistance for TACs, subcontractors, and dealers/DTA Vendors.

» Consider making technical infrastructure support available 24/7 (at
least for subcontractors).

« Enhance system availability by eliminating the potential for a “single
point of infrastructure failure”

Implement < Improve consistency of services delivered by TxDMV and TACs by
Consistent

Service Delivery

implementing standards, tools, and new processes.

* Implement a single contact phone number for all TXDMV Regional
Service Centers and create a virtual pool of TXDMV Regional
Service Center Representatives to handle all TAC calls; this will
improve and ensure consistent response time and improved ability
to handle peak workloads.

« Implement skill-based routing to ensure that the most appropriate
TxDMV Regional Service Center staff is responding to the request
(whether through instant messaging, IVR routing or other
mechanism).

« Expand on-line TXDMV registration and titling systems manual with
capability for natural language queries.

. Establish a joint team of TACs and TxDMV staff to keep
manuals and knowledge base up to date.

Expand Service
Availability

« Improve customer service by deploying web customer self-service at
TACs and additional locations

« Expand current services at the TACs to include additional functions
only provided today by the TXDMV Regional Service Centers

* Close a large number of TXDMV registration and titling systems and
process gaps to improve access to services.

Expand Fleet

Improve fleet owner customer service by offering fleet registration (same
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Improvement Summary Description and Main Objectives
Initiatives
Registration date renewal) to all fleets and improve plate logo design. Expand the

definition of a fleet to include a smaller number of vehicles and include
personal as well as commercial vehicles.

2.2 Contact Center Infrastructure and Process Impro  vement

2.2.1 Background

Today, customers can contact TxXDMV using a 1-800 phone number which directs calls to the
central TXDMV Consumer Relations Division (CRD) customer contact center. The TXDMV CRD
customer contact center typically responds to questions and conducts follow up research.
Customers can also contact one of the 16 TxDMV Regional Service Centers, which typically
have some staff dedicated to answering phone calls. The CRD offers a limited number of
services. From a customer point of view, there is no single contact point for interacting with
TxDMV and depending on the time of the call, the response time varies significantly. In addition,
due to technology limitations, customers are occasionally impacted by call center and phone
system outages.

The cornerstone of TXDMV future state business processes is centered around customer
service and moving toward a model where the customer is the center of all activities. The
foundation for the customer-centric model is the enhanced Customer Contact Center.

Key features of this model that support the executive guiding principles are outlined below:

m  An enhanced 7x24 customer contact center that can service the customer via phone or
though the Internet. The customer contact center will be integrated with MvVD, MCD and
VTR specialists and allow phone calls or contacts to be transferred to a specialist if required
while passing all customer context information (contact information, problems, status of a
transaction, past history of the customer) and thus eliminating the need for the customer to
repeat information.

m The customer contact center will have overflow capability and may be extended to allow
servicing from multiple geographical locations, (e.g. TXDMV Regional Service Centers and
TxDMV staff working from home) to allow for increased capacity and responsiveness. It is
also envisioned that the enhanced customer contact center infrastructure will provide
robustness and fail-over capability to minimize any impact of a local contact center outage.

m In the new model, the majority of customer services can be obtained using enhanced Web
customer self-service to allow the customer to request information, obtain permits, transfer
vehicle ownership, etc. via the Customer Web Services.

m Many of the TXDMV transactions involve complex forms. Web services will be enhanced to
allow customers to obtain the services through simple guided online navigation using
decision trees and a knowledge base combined with virtual assistant support.

m The future state also calls for the capability to allow the customer to be supported by TxDMV
customer contact representatives with Web chat and also enable collaborative browsing
which allows a customer contact representative (or other service staff) to assist the
customer with obtaining the needed services.
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m The TXDMV vision also calls for a Customer Relationship Management capability which
includes the following features:

— A customer rather than a vehicle-centric view of customer information that provides a
complete 360 degree customer view with understanding of the past interactions,

— The capability to view and search for vehicle information etc. by customer/company
name rather than through plate or VIN number only

— The CRM solution must also include capability to see, retrieve and review all
communication/correspondence with a customer

— The capability to capture contact with customers (including phone or walk-in to the
County TACs)

— The capability to establish and track customer complaints and cases over a period of
time

— The ability to reduce and detect fraud when customers are interacting with multiple
County TACs or TXDMV Regional service centers to obtain Title and CCOs and
permits; and

— Minimal hand-offs of transactions between TxDMV business entities and partners.

2.2.2  Business Requirements

2.2.2.1 Functional Requirements

Requirement Requirement
Topic Prefix | Nbr Requirement Text Priority

The solution shall allow calls to be routed

to alternative locations in case of a

location outage — it is planned to extend
Call the contact center infrastructure to High (Critical
Redundancy | CON 1150 | TXDMV Regional Service Centers. for Day 1)

The solution shall provide intelligent skill-

based routing to match the customer

needs to the right specialist with in MVD, High (Critical
Call Routing | CON 1170 | ENF,VTR and MCD. for Day 1)

The solution shall provide the capability to

transfer to a specialist group (MVD, MCD,

ENF,VTR) directly if the customer has an

ongoing case with a case number or if the

need for purchasing a specific product High (Critical
Call Routing | CON 1165 | where expertise is required. for Day 1)

The solution shall implement intelligent

transfer of a request from the IVR to a

specialist based on information captured

and maintenance of employee skills High (Critical
Call Routing | CON 1160 | profile. for Day 1)

The solution shall provide intelligent call

routing with rules that can be modified by | High (Critical
Call Routing | CON 1155 | the business staff. for Day 1)
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Requirement
Topic

Prefix

Nbr

Requirement Text

Requirement
Priority

Call
Transfers

CON

1175

The solution shall provide seamless
hand-off between agents, i.e., the ability
to route the phone call with all the context
information captured through the process
to minimize repeat questions and delays.

High (Critical
for Day 1)

CRM

CON

1225

Customer Relationship Management
capabilities shall include: Ability to
capture customer profile including
address, phone numbers, corporate
affiliation, corporate structure, vehicle
ownerships, violations, vehicle
information such as restraints.

High (Critical
for Day 1)

CRM

CON

1255

Customer Relationship Management
capabilities shall include: the capability to
track customer request status and report
back to customer (by channel chosen by
the customer).

High (Critical
for Day 1)

CRM

CON

1250

Customer Relationship Management
capabilities shall include: the capability to
capture a customer request and based on
request type, route the request internally
or externally for fulfillment.

High (Critical
for Day 1)

CRM

CON

1185

The solution shall provide the capability to
capture contact with customers (including
phone or walk-in to the County TACS).

High (Critical
for Day 1)

CRM

CON

1245

Customer Relationship Management
capabilities shall include the ability to
integrate with Web Customer Service for
capturing forms and forms status.

High (Critical
for Day 1)

CRM

CON

1240

Customer Relationship Management
capabilities shall include the ability to
provide workflow to route customer
requests for approval or specialist
treatment. For example, if a customer
request needs to be investigated, the
system shall provide the ability to route to
a subject matter expert.

High (Critical
for Day 1)

CRM

CON

1235

Customer Relationship Management
capabilities shall include the capability to
set up milestones for a customer requests
and report on progress.

High (Critical
for Day 1)

CRM

CON

1230

Customer Relationship Management
capabilities shall include: ability to
provide visibility to case information to all
empowered entities (e.g., TXDMV staff,
TxDMV Regional Service Center staff,
Law Enforcement, etc.).

High (Critical
for Day 1)
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Requirement
Topic

Prefix

Nbr

Requirement Text

Requirement
Priority

CRM

CON

1215

Customer Relationship Management
capabilities shall include: The capability
to issue tracking number /case number
for long running cases and use tracking
number for future routing.

High (Critical
for Day 1)

CRM

CON

1210

Customer Relationship Management
capabilities shall include: The ability to
create a customer case and manage the
complete case history and link it to:
Unique customer identity, License plate,
VIN, Document number, Case number,
etc.

High (Critical
for Day 1)

CRM

CON

1205

The solution shall provide the ability to
record conversations or keystrokes from
any channel of interactions (phone call,
Web chat, etc.).

High (Critical
for Day 1)

CRM

CON

1200

The solution shall capture the customer
reason or calling and contact information
manually or via IVR using decision trees
to ensure that the most appropriate
contact center agent or specialist is
selected to service the call.

High (Critical
for Day 1)

CRM

CON

1190

The solution shall provide contact center
agents the ability to view all interactions
between customer and TxDMV and

capture all contacts and communication.

High (Critical
for Day 1)

CRM

CON

1180

The customer relationship management
solution shall include the capability to see,
retrieve and review all
communication/correspondence with a
customer.

High (Critical
for Day 1)

CRM

CON

1220

Customer Relationship Management
capabilities shall include: Capability to
search by name, plate, VIN, PIN or case
number.

High (Critical
for Day 1)

CRM

CON

1195

The solution shall provide the capability to
establish a case and track case resolution
through to completion.

High (Critical
for Day 1)

Customer
Centric Data

CON

1260

Customer Relationship Management
capabilities shall include a customer
centric database to allow searching for
customer and vehicle information by
name, address, driver license number,
etc.

High (Critical
for Day 1)
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Requirement
Topic

Prefix

Nbr

Requirement Text

Requirement
Priority

Customer
Centric Data

CON

1265

Customer Relationship Management
capabilities shall include the capability to
view a customer’s relationship to TXDMV
from single point of view, e.g., all vehicles
owned/registered, disabled placards
issued registration status, scofflaw
violations.

High (Critical
for Day 1)

Customer
Experience
Tracking

CON

1270

The solution shall provide the ability to
track and survey customer interactions on
all channels (e.g., phone, IVR, email or
Web) and report on the service levels
received. The solution shall provide the
capability to track and report on customer
experience.

High (Critical
for Day 1)

Customer
Status
Reporting

CON

1275

Customer Relationship Management
capabilities shall include the ability to
provide online status on progress
reporting to the customers through
multiple channels, e.g., allowing a
customer to inquire about status of case
using the web or IVR.

High (Critical
for Day 1)

Customer-
Centric

CON

1285

The solution shall provide the capability to
view and search for vehicle information
etc. by customer/company name in
addition to search through plate or VIN
number.

High (Critical
for Day 1)

Customer-
Centric

CON

1280

The solution shall provide a customer-
centric (in addition to the current vehicle-
centric) view of customer information that
provides a complete understanding of the
past customer interactions with TxDMV.

High (Critical
for Day 1)

Fraud
Detection
Rules

CON

1290

The solution shall allow the
implementation of fraud detection rules to
assist in detecting fraud by capturing
repeat interaction with TAC staff to obtain
CCOs, titles and permits.

High (Critical
for Day 1)

Integration of
Relevant
Customer
Data

CON

1295

The solution shall provide the capability to
view all customer communication and
interaction from a single location, rather
than searching multiple systems.

High (Critical
for Day 1)

IVR

CON

1300

The solution shall include IVR scripts to
allow for customer self-service for: Status
request on all transaction in process (e.qg,
status of title, CCO, permit, etc.)

High (Critical
for Day 1)

IVR

CON

1305

The solution shall include IVR scripts to
allow for customer self-service for:
Requests for information and packets

High (Critical
for Day 1)
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Requirement
Topic

Prefix

Nbr

Requirement Text

Requirement
Priority

IVR

CON

1310

The solution shall include IVR scripts to
allow for customer self-service for:
Requests for tile history

High (Critical
for Day 1)

Overflow
Capability

CON

1315

The solution shall enable the customer
contact center to have overflow capability
that may be extended to allow servicing
from multiple geographical locations, (e.g.
TxDMV Regional Service Centers and
TxDMV staff working from home).

High (Critical
for Day 1)

Point of
Contact

CON

1320

The solution shall ensure that a
centralized contact center for TXDMV is
the primary and first point of contact for all
calls.

High (Critical
for Day 1)

Replacement
of stand-
alone
systems

CON

1325

The solution shall replace stand-alone
customer correspondence and tracking
systems (MS ACCESS).

High (Critical
for Day 1)

Virtual
Queuing

CON

1330

The solution shall implement virtual
gueuing to minimize telecommunication
cost, customer waiting and call
abandonment rates.

High (Critical
for Day 1)

Workforce
Management

CON

1365

Workforce Management capability shall
include the ability to maintain
communications among employees
keeping them informed and prepared to
respond to changes, such as requests for
overtime.

High (Critical
for Day 1)

Workforce
Management

CON

1370

Workforce Management capability shall
include the ability for agents to book
vacations, swap or bid for shifts and enter
their preferences through their individual
desktop or central workstation.

High (Critical
for Day 1)

Workforce
Management

CON

1360

Workforce Management capability shall
include the capability to manage staff
across multiple sites (e.g., Regional
Service Centers) using virtual queues and
workload balancing.

High (Critical
for Day 1)

Workforce
Management

CON

1355

Workforce Management capability shall
include the ability to support the
forecasting and scheduling needs of a
multi-skilled agent workforce.

High (Critical
for Day 1)

Workforce
Management

CON

1350

Workforce Management capability shall
include Multi-Channel Forecasting. That
is, the ability to forecast and schedule
within a multichannel contact center
handling phone, e-mail, fax, mail, Web
callback or chat sessions, and even
administrative work base

High (Critical
for Day 1)
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Requirement
Topic

Prefix

Nbr

Requirement Text

Requirement
Priority

Workforce
Management

CON

1345

Workforce Management capability shall
include Employee Management. That is,
a central hub for all Contact
Center/Regional Service agent employee
administration needs from the addition of
new employees and associated record
fields to skills adjustments.

High (Critical
for Day 1)

Workforce
Management

CON

1340

Workforce Management capability shall
include Employee/Agent Forecasting.
That is, the ability to calculate and model
future interaction volumes and types
based on ACD and other available data
sources, such as e-mail. Requires
flexibility over timeframes

High (Critical
for Day 1)

Workforce
Management

CON

1335

Workforce Management capability shall
include the ability to score and measure
agent performance against standard
templates or rules and identify
inconsistent behavior.

High (Critical
for Day 1)

Workforce
Management

CON

1375

Workforce Management capability shall
include ability to monitor and adjust
schedules on the same day through
overtime or voluntary-off time by re-
forecasting based on actual interaction
volumes to meet service levels.

High (Critical
for Day 1)

2.2.2.2 Non-Functional Requirements

Requirement
Topic

Prefix

Nbr

Requirement Text

Requirement
Priority

Architecture

CON

1380

The solution shall include a call center
telephony infrastructure including PBX,
ACD, IVR and voice data integration
capabilities at the central call center and
across the TxDMV Regional Service
Centers.

High (Critical
for Day 1)

Architecture

CON

1385

The solution shall provide the
infrastructure for an enhanced 7x24
customer contact center that can service
the customer via phone or though the
Internet. The customer contact center
shall provide integration with MVD, MCD,
ENF and VTR specialists.

High (Critical
for Day 1)
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Requirement

Requirement

Topic Prefix | Nbr Requirement Text Priority
Workforce Management capability shall
include Data Integration, i.e., support for
out-of-the-box integration to associated
technologies, such as automatic call
distribution (ACD) and human resource High (Critical
Architecture CON 1390 | management system (HRMS). for Day 1)
The solution shall provide infrastructure High (Critical
Architecture CON 1395 | resilience and distributed capabilities. for Day 1)
The solution shall implement a call center
infrastructure that allows the extension of
Facilitate the central contact center to remote
decentralized locations including 16 TxDMV Regional
contact Service Centers and to TAC offices (if so
center desired) and to workers in remote sites High (Critical
staffing CON 1400 | and at home. for Day 1)
The solution shall provide robustness and
Fail-Over fail-over capability to minimize any impact | High (Critical
Capability CON 1405 | of a local contact center outage. for Day 1)
The solution shall implement contact
center infrastructure necessary to handle | High (Critical
Infrastructure | CON 1410 | all calls to TXDMV. for Day 1)

2.2.2.3 Data Requirements

Requirement

Requirement

Topic Prefix | Nbr Requirement Text Priority

The solution shall capture the Percent of

guestions answered correctly relying on

the knowledgebase without involvement

with a contact center or TXDMV Regional

Service Center representative  Target: High (Critical
Metrics CON 1125 | 85% for Day 1)

The solution shall track standard call

center metrics (call holding time, call High (Critical
Metrics CON 1090 | processing time, abandoned calls, etc.) for Day 1)

The workforce management capability

shall include the capability to track

performance and service levels by agent,

by workgroup (multiple agents), etc. Note,

this capability must extend beyond basic

call center service measures to include High (Critical
Metrics CON 1145 | quality measures. for Day 1)

The solution shall monitor performance,

forecast and plan contact center staffing

to achieve specific service levels that can | High (Critical
Metrics CON 1140 | be customized. for Day 1)
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Requirement Requirement
Topic Prefix | Nbr Requirement Text Priority

The solution shall monitor service levels

and performance objectives for all

transactions to be processed by the

contact center and downstream specialist

groups including agreements on High (Critical
Metrics CON 1135 | expectations when transferring a call. for Day 1)

The solution shall capture the number of

call transfers completed by utilizing the High (Critical
Metrics CON 1130 | skill based routing functionality. for Day 1)

The solution shall track the contact center

agent hours availability and track hours

that are unproductive due to contact High (Critical
Metrics CON 1095 | center infrastructure outages. for Day 1)

The solution shall track the time it takes to | High (Critical
Metrics CON 1115 | resolve customer issues. for Day 1)

The solution shall track customer wait

time and cost of long distance calls

through virtual queuing (automatic call

back when customer reaches front of High (Critical
Metrics CON 1110 | queue — No loss of queuing position). for Day 1)

The solution shall track total time to High (Critical
Metrics CON 1105 | resolve calls by type of transaction for Day 1)

The solution shall track calls resolved at

first point of contact by type of High (Critical
Metrics CON 1100 | transaction/services required. for Day 1)

The solution shall track responsiveness to

requests for information and services High (Critical
Metrics CON 1120 | enterprise-wide. for Day 1)

2.2.3 Cross-Reference to Future State Use Cases

Primary Actor Full Use Case Name
TxDMV Staff ADMIN-1078 Report Performance Metrics
Customer CRD-1080 Contact TxDMV
Customer CRD-1092 Obtain Web Customer Support
TxDMV CR Staff CRD-1095 Track Complaints and Compliments
Customer CRD-1100 Obtain MVD/ENF (Motor Vehicle Division/Enforcement) Packet
Motoring Public CRD-1105 Obtain a Duplicate Registration (Out of State)
Customer CRD-1115 Resolve Toll Authority Dispute
TxDMV CR Staff CRD-1150 Conduct Customer Satisfaction Survey
TxDMV Staff CRD-1155 Ask a Question through “Ask Reqgie”

TxDMV CR Staff

CRD-1160 Update and Manage the Knowledge Repository

Insurance Company

MCD-1205 Set up an insurance company account

Motor Carrier

MCD-1210 Obtain Texas Intrastate Operating Authority (TxXDMV Number)

Passenger Carrier

MCD-1215 Obtain Operating Authority (TxDMV Number) for Passenger
Carrier

Motor Carrier

MCD-1220 Renew Motor Carrier TXDMV Number

Motor Carrier

MCD-1225 Manage Motor Carrier System Account
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Primary Actor

Full Use Case Name

Insurance Company

MCD-1230 Report Insurance Renewals and Reinstatements for Motor
Carriers

Motor Carrier

MCD-1240 Reinstate TxXDMV Number after a Lapse in Insurance

Law Enforcement

MCD-1245 Request the Revocation of a TxDMV Number

Motor Carrier

MCD-1250 Cancel a TxDMV Number

Law Enforcement

MCD-1255 Verify Motor Carrier Information

Customer

MCD-1260 Inquire Into a Motor Carrier

Motor Carrier

MCD-1270 Apply for UCR (Unified Carrier Reqistration)

Motor Carrier

MCD-1275 Renew Unified Carrier Reqistration (UCR)

Motor Carrier

MCD-1300 Deactivate USDOT Number

Motor Carrier

MCD-1305 Obtain a USDOT Number

Motor Carrier

MCD-1310 Open an Apportioned Account

TXxDMV IRP Staff

MCD-1330 Process a Refund for an Apportioned Account

Law Enforcement

MCD-1340 Perform a Record Inquiry on an Apportioned Account

Fleet Registrant

MCD-1365 Apply for fleet registration

Fleet Registrant

MCD-1370 Renew Fleet Registrations

Fleet Registrant

MCD-1380 Apply for Token Fleet Registration

Fleet Registrant

MCD-1385 Provide Annual Proof of Payment of Heavy Vehicle Use Tax
for Fleets

Dealer MVD-1415 Apply for License

Dealer MVD-1425 Renew License

Dealer MVD-1430 Amend License

Protestant MVD-1460 Protest a Dealer License Application

Vehicle Owner VTR-1470 Apply for Texas Certificate of Title and Registration
Dealer VTR-1475 Submit Dealer Title Transactions

Mechanic VTR-1485 Obtain Mechanic/Storage Lien

Vehicle Owner

VTR-1500 Process Title Correction

Vehicle Owner

VTR-1505 Process Motor Vehicle Transfer Notification

Motoring Public

VTR-1525 Change Address

Motoring Public

VTR-1540 Transfer Specialty Plate to Another Vehicle

Motoring Public

VTR-1545 Replace Lost, Stolen, Mutilated Plate/Sticker

Motoring Public

VTR-1550 Order Specialty Plates

County TAC Staff

VTR-1560 Order Supplies

Customer

VTR-1565 Obtain Disabled Parking Placard/Plate

Motor Carrier

VTR-1570 Obtain Nonresident Agricultural Permit

Dealer/County Subcontractor

VTR-1580 Order Dealer/Subcontractor Equipment and Setup

Motor Carrier

VTR-1585 Obtain Token Trailer Plate

Vehicle Owner

VTR-1590 Obtain Vehicle Transfer Permit

Vehicle Owner

VTR-1595 Register Non-Titled Trailer

Salvage Dealer

VTR-1600 Process Surrendered Junk/Salvage Titles

Vehicle Owner

VTR-1610 Apply for Certified Copy of Original Title (CCQO)

Dealer

VTR-1625 Request Certified Dealer Reassign/POA Forms

Law Enforcement

VTR-1630 Request Auction Receipts

TXDMV VDM Staff

VTR-1635 Distribute VTR Error Report

Motor Carrier

VTR-1650 Obtain Annual NAFTA Permit

Motor Carrier

VTR-1655 Renew Annual NAFTA Permit

Motor Carrier

VTR-1660 Obtain Weight Increase for NAFTA Trailer

Motor Carrier

VTR-1665 Obtain Replacement of NAFTA Permit Plate

Exporter

VTR-1675 Process Export Only Sales

Motoring Public

VTR-1740 Obtain Duplicate Registration Receipt

Motoring Public

VTR-1745 Obtain Time Permits

Insurance Company

VTR-1825 Report Owner Retained Salvage or Non-Repairable Vehicle

Motoring Public

VTR-1835 Apply for Owner Retained Salvage/Non-Repairable Title
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Primary Actor Full Use Case Name
County TAC VTR-1845 Update Scofflaw Entries
Customer VTR-1855 Obtain Certificate of Authority for Abandoned Vehicle
Insurance Company VTR-1860 Obtain Certificate of Authority for Insurance Company to

Dispose of Vehicle

Storage Owner VTR-1865 Obtain Certificate of Authority (COA) for Tow Truck or Storage
Customer VTR-1880 Research Title History
Motoring Public VTR-1920 Correct Specialty License Plate Registration Errors

2.3 Online Self-Service Capabilities for Motoring P ublic

2.3.1 Background

In today’s TXDMV business model, the majority of customers are serviced via the County Tax
Assessor-Collectors (TACs), the TXDMV Regional Service Centers and through County TAC
subcontractors. Customers are serviced mainly through walk-in and mail channels. In the
current service model, certain transactions and services are available only through the County
TAC and others only though the TXDMV Regional Service Centers. The current service model
results in customer frustration and additional customer expense by requiring the customer to
travel to various locations (for some transactions) in order to complete a transaction. A very
limited amount of services including registration renewals, address change and vehicle transfer
notification are available through the Internet and through TxDMV customer contact centers.
The current business model is paper-centric and significant inefficiencies are caused by the
need to move paper transactions and forms through the organization.

m A key feature of the TXDMV future vision is the ability to track and survey customer
interactions on all channels (e.g., phone, IVR, email or Web) and report on the service
levels received. These capabilities will allow TXDMV management and executive staff to
track and report on customer experience by channel, by transaction type, by location, by
service staff and to constantly improve the approach to servicing the customers.

m In the future state, customer Web service works together with integrated access to the
customer contact center and can be used as a model for expanding access to TXDMV
services by deploying kiosks or laptops to allow services to be provided in new and
existing locations (e.g., TXDMV Headquarters, TXDMV Regional Service Centers,
TxDMV business partners, etc.).

m  Another key feature of the future state business processes is the ability to proactively
keep TxDMV customers abreast of status and required actions through notifications via
the Web, email, messaging or phone depending on the customers’ preference.

2.3.2 Business Requirements

2.3.2.1 Functional Requirements

Requirement Requirement
Topic Prefix | Nbr Requirement Text Priority
For transactions that require special
permits printed on special paper, the
Automated solution shall initiate a business workflow | High (Critical
Workflow 0SS 3280 | to fulfill transactions in an automated for Day 1)
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Requirement

Requirement

Topic Prefix | Nbr Requirement Text Priority
fashion.
The solution shall create barcodes for all
online transactions for use in indexing
supporting documents submitted High (Critical
Barcodes 0SS 3285 | electronically. for Day 1)
The solution shall include edits to enforce
Data the statutory requirements for obtaining High (Critical
Validation 0SS 3290 | TxXDMYV products. for Day 1)
The solution shall have the capability to
charge customers a premium for
Fee renewing in person; provide discounts for | High (Critical
Calculations 0SS 3295 | online transactions. for Day 1)
Fee The solution shall allow customers to pay | High (Critical
Payments 0SS 3300 | fees on-line. for Day 1)
The solution shall have the capability for
customers to use multiple payment
Fee options (e.g., credit cards, debit cards, e- | High (Critical
Payments 0ss 3305 | checks, etc.). for Day 1)
The solution shall prevent the issuance of
multiple products to the same customer
(e.g., no more than three time permits, no
more than two disabled parking placards,
no more than one CCO within a specified
Fraud period of time), and shall track the High (Critical
Prevention 0SS 3310 | number of plates issued. for Day 1)
The solution shall provide enhanced
verification and checking for transactions
that require this identification. The
solution shall support multiple
identification elements (e.g., Driver
Identity license must be verified against DPS High (Critical
Verification 0SS 3315 | driver license database, for Day 1)
For applications involving title changes,
the solution shall allow a customer to
initiate an actual conversation with the
contact center staff (or physically visit a
TAC) to verify additional information
Identity required to determine the identity of the High (Critical
Verification 0SS 3320 | customer for Day 1)
The solution shall provide Knowledge
Management capabilities including: A
Knowledge knowledge repository or database that High (Critical
Management | OSS 3330 | contains relevant TXDMV information. for Day 1)
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Requirement
Topic

Prefix

Nbr

Requirement Text

Requirement
Priority

Knowledge
Management

0SS

3360

The solution shall provide Knowledge
Management capabilities including:
Links to title and registration manuals.

High (Critical
for Day 1)

Knowledge
Management

0SS

3380

The solution shall provide Knowledge
Management capabilities including: the
ability to provide/suggest information on
things they should have asked but didn’t
(what do | need to be a dealer?).

High (Critical
for Day 1)

Knowledge
Management

0SS

3375

The solution shall provide Knowledge
Management capabilities including: the
capability to capture feedback as to the
quality of the answer.

High (Critical
for Day 1)

Knowledge
Management

0SS

3370

The solution shall provide Knowledge
Management capabilities including: a
Knowledge base search-able by natural
language, allowing key words and topic
areas.

High (Critical
for Day 1)

Knowledge
Management

0SS

3365

The solution shall provide Knowledge
Management capabilities including: An
administration mechanism to capture or
update the knowledge, whether by a
dedicated group or by a social
community.

High (Critical
for Day 1)

Knowledge
Management

0SS

3350

The solution shall provide Knowledge
Management capabilities including: A
Web front or presentation layer through
which the information or the results of the
search will be displayed.

High (Critical
for Day 1)

Knowledge
Management

0SS

3345

The solution shall provide Knowledge
Management capabilities including: A
search engine that is capable of
obtaining and looking for relevant
keywords.

High (Critical
for Day 1)

Knowledge
Management

0SS

3325

The solution shall provide Knowledge
Management capabilities including: the
ability to manage exceptions based on
regional/county variations (geographically
context sensitive).

Low (Nice To
Have)

Knowledge
Management

0SS

3335

The solution shall implement a
knowledge management system that
provides a widely accessible knowledge
repository than can support the Web
Customer Service transactions and
virtual assistants to accomplish the
targeted web self service transaction.

High (Critical
for Day 1)

Knowledge
Management

0SS

3340

The solution shall provide the capability
to capture questions and answers and
customer rating of the answers to

High (Critical
for Day 1)
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Requirement Requirement
Topic Prefix | Nbr Requirement Text Priority
consistently update the knowledge base.
The solution shall provide Knowledge
Management capabilities including:
Knowledge legislative requirements and High (Critical
Management | OSS 3355 | transportation code. for Day 1)
The solution shall provide Knowledge
Knowledge Management administration capabilities
Management including:  ability to prioritize High (Critical
Administration | OSS 3405 | information and rank responses. for Day 1)
The solution shall provide Knowledge
Knowledge Management administration capabilities
Management including: Workflow functionality needed | High (Critical
Administration | OSS 3435 | to implement approvals/etc. for Day 1)
The solution shall provide Knowledge
Management administration capabilities
including: Ability to capture who the
Knowledge experts are within the agency for follow
Management up and approval (Have employee profiles | High (Critical
Administration | OSS 3430 | for skills). for Day 1)
The solution shall provide Knowledge
Knowledge Management administration capabilities
Management including:  ability to implement High (Critical
Administration | OSS 3425 | customized ranking, triaging. for Day 1)
The solution shall provide Knowledge
Management administration capabilities
Knowledge including:  ability to flag items coming
Management up for change — for future legislation High (Critical
Administration | OSS 3420 | coming online. for Day 1)
The solution shall provide Knowledge
Knowledge Management administration capabilities
Management including:  ability to flag items for re- High (Critical
Administration | OSS 3410 | review. for Day 1)
The solution shall provide Knowledge
Management administration capabilities
including:  Approval process for
deciding if something goes into the
Knowledge knowledge database (avoid
Management misrepresentation). Should it be put in, High (Critical
Administration | OSS 3400 | yes or no? for Day 1)
The solution shall provide Knowledge
Management administration capabilities
including:  Ability to create workflow of
Knowledge new issues, questions and answers for
Management formal publication and release into the High (Critical
Administration | OSS 3395 | knowledgebase. for Day 1)

Texas Department of Motor Vehicles
Future State Business Requirements 2011-12-15 Final.docx



Texas Department of Motor Vehicles, BPA Project
2/2/2012—Page 32

Requirement

Requirement

Topic Prefix | Nbr Requirement Text Priority
The solution shall provide Knowledge
Knowledge Management administration capabilities
Management including: Ability for staff to submit High (Critical
Administration | OSS 3390 | updates and best practices. for Day 1)
The solution shall provide Knowledge
Management administration capabilities
including: Capability to create domains
for authorized staff to update TXDMV
Knowledge content and best practices — probably by
Management area such as MVD, MCD, Enforcement, High (Critical
Administration | OSS 3385 | VTR, etc. for Day 1)
The solution shall provide Knowledge
Management administration capabilities
Knowledge including:  ability to flag items for
Management legislative agenda or rule-making High (Critical
Administration | OSS 3415 | agenda. for Day 1)
The solution shall include guided online
navigation for to allow customers to
obtain TXDMV services using decision
trees and a knowledge base combined High (Critical
Navigation 0ss 3440 | with virtual assistant support. for Day 1)
The solution shall utilize NSF indicators
on records in TXDMV registration and
NSF titling systems to stop online transactions | High (Critical
Processing 0SS 3445 | until the uncollected fees have been paid. | for Day 1)
Online The solution shall have the capability for
submission of customers to attach scanned documents
scanned to their online transactions to facilitate High (Critical
documents 0SS 3450 | submission of requisite documentation. for Day 1)
The solution shall have the capability for
customers to print receipts and/or
TxDMV permits, etc. on their local High (Critical
Printing 0ss 3455 | printers. for Day 1)
The solution shall provide the capability
for a customer to save the information
Saved and complete a transaction at a later High (Critical
Transactions | OSS 3460 | time. for Day 1)
The solution shall allow a customer to
initiate a chat or person-to-person live
call based and to route session in
Self Service progress to a specialist based on agent High (Critical
Support 0SS 3500 | profile/skill set. for Day 1)
The solution shall have the ability to
detect customer struggle or potential for
not understanding the form or question
and suggest alternate modes for
Self Service assistance (Web chat or Web person-to- | High (Critical
Support 0SS 3505 | person transfer). for Day 1)
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Requirement
Topic

Prefix

Nbr

Requirement Text

Requirement
Priority

Self Service
Support

0SS

3495

The solution shall include the capability
to initiate a live conversation with a call
center agent.

High (Critical
for Day 1)

Self Service
Support

0SS

3490

The solution shall enable a contact
center agent to be able to support the
customer, regardless of whether the
customer is on a website, on a mobile
device, or in a vehicle. This means that
(a) the agent must be able to see what
the customer sees, (b) the agent must
know the path that the customer has
taken before the voice conversation
takes place (that is, knows the
communication context of the
interaction), and (c) the agent must have
the tools to solve the customer's problem
or address his or her issue from any
location (including call center, TXDMV
Regional Service Center, third party
location or from a home).

High (Critical
for Day 1)

Self Service
Support

0SS

3485

The solution shall provide the following
communication option: Speech to
speech.

High (Critical
for Day 1)

Self Service
Support

0SS

3480

The solution shall provide the following
communication option: Text-to-text
communication (web chat).

High (Critical
for Day 1)

Self Service
Support

0SS

3475

The solution shall support collaborative
browsing between customer and call
center/specialist staff in support of forms
completion and shopping, (e,g. specialty
license plates).

High (Critical
for Day 1)

Self Service
Support

0SS

3470

The solution shall provide the following
communication option: Speech to text
(for hands free operation).

Low (Nice To
Have)

Self Service
Support

0SS

3465

The solution shall provide the following
communication option: Text-to speech
(Web chat typed but spoken back at the
othe end maybe - helpful for people how
may be visually impaired or using other
type of device).

Low (Nice To
Have)

Self Service
Support

0SS

3510

The solution shall integrate self-service
transactions with the contact center to
ensure that web chat and live chat is
routed to an agent with the appropriate
skills set and availability.

High (Critical
for Day 1)
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Requirement

Requirement

Topic Prefix | Nbr Requirement Text Priority
The solution shall allow the customer to
be supported by TXDMV customer
contact representatives with Web chat
and also enable collaborative browsing
which allows a customer contact
Self-Service representative (or other service staff) to High (Critical
Support 0SS 3585 | assist the customer with obtain for Day 1)
The solution shall provide enhanced Web
customer self-service to allow the
customers to request information, obtain
Self-Service permits, transfer vehicle ownership, etc. High (Critical
Support 0SS 3580 | via the Customer Web Services. for Day 1)
The solution shall provide a Virtual
Assistant that provides support for the
customer tasks and eliminates the need
for the customer to understand complex
Self-Service forms processing (e.g., support a Turbo- | High (Critical
Support 0SS 3575 | Tax” conversational model). for Day 1)
The solution shall provide a capability for
Self-Service virtual assistant to respond to questions High (Critical
Support 0ss 3570 | in natural language. for Day 1)
The solution shall provide customers with
access to Virtual Assistants with
knowledge based support to complete at
Self-Service a minimum 85% of all self-service High (Critical
Support 0SS 3565 | transactions without agent intervention. for Day 1)
The solution shall support routing to call
Self-Service center agent, TXDMV Regional Service High (Critical
Support 0SS 3550 | Center specials and/or TAC specialist. for Day 1)
The solution shall be able to transfer of
session/call/case to a specialist including
the complete content (as discussed
above) based on skills based routing
Self-Service (i.e., the capability to match the High (Critical
Support 0SS 3555 | issue/case to specialist profile). for Day 1)
The solution shall enable regular calls
Self-Service and web-chat calls to be serviced at the High (Critical
Support 0SS 3540 | contact center. for Day 1)
The solution shall implement Online
collaborative browsing (allow a call
Self-Service center agent to view the screen of the High (Critical
Support 0SS 3535 | customer and also assit with navigation). | for Day 1)
The solution shall incorporate web
customer self-service to allow the
Self-Service Motoring public to conduct business High (Critical
Support 0SS 3530 | online from anywhere and anytime. for Day 1)
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Requirement

Topic Prefix | Nbr Requirement Text Priority

The solution shall include multi-channel

support including capability for customers

who initiate a transaction on the Web to

interact and get support from contact
Self-Service center agents through Web chat and live | High (Critical
Support 0SS 3525 | communication. for Day 1)
Self-Service The solution shall include knowledge- High (Critical
Support 0SS 3520 | based customer Web services. for Day 1)

The solution shall enable online Web

self-service for the motoring public using
Self-Service knowledge-based virtual assistant, web High (Critical
Support 0SS 3515 | chat, and collaborative browsing. for Day 1)

The solution shall have the capability to
Self-Service route the call to a specialist based on the | High (Critical
Support 0SS 3545 | context and agent skills profile. for Day 1)

The solution shall provide web Customer

Service for self-service transactions

involving forms processing that are rules

driven and only prompt for information
Self-Service that is needed depending on the context | High (Critical
Support 0ss 3560 | (similar to online tax filing systems). for Day 1)

The solution shall include the capability

to issue “temporary authorization” for

online transactions where the final

product has to be mailed to the customer
Temporary (e.g., request for a disabled parking High (Critical
Authorization | OSS 3590 | placard or plate). for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Request Duplicate Time High (Critical
Transactions | OSS 3655 | Permit/Receipt for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Request for Disabled High (Critical
Transactions | OSS 3665 | Parking Placard/Plates for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Request for Certified Copy | High (Critical
Transactions | OSS 3670 | of Original Title for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Request to Register Non- High (Critical
Transactions | OSS 3675 | titled Trailer for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Request for Registration High (Critical
Transactions | OSS 3645 | Refund for Day 1)
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Requirement

Topic Prefix | Nbr Requirement Text Priority

The solution shall implement web

customer self-service for the following

transaction: Request for Credit Fee High (Critical
Transactions | OSS 3685 | Voucher for Day 1)

The solution shall implement web

customer self-service for the following High (Critical
Transactions | OSS 3650 | transaction: Request for Time Permit for Day 1)

The solution shall implement web

customer self-service for the following High (Critical
Transactions | OSS 3680 | transaction: Request for a Title History for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Request to Replace Lost, High (Critical
Transactions | OSS 3635 | Stolen, Mutilated Plate/Sticker for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Request for Duplicate High (Critical
Transactions | OSS 3630 | Registration Receipt for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Request to Transfer High (Critical
Transactions | OSS 3625 | Specialty Plates for Day 1)

The solution shall implement web

customer self-service for the following High (Critical
Transactions | OSS 3620 | transaction: Notification to Lien Release | for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Submit Motor Vehicle High (Critical
Transactions | OSS 3615 | Transfer Notification for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Request for Title High (Critical
Transactions | OSS 3610 | Corrections for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Request for Mechanics and | High (Critical
Transactions | OSS 3605 | Storage Lien for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Request for RPO and Non- | High (Critical
Transactions | OSS 3600 | titled Letter for Day 1)

The solution shall implement web

customer self-service for the following High (Critical
Transactions | OSS 3595 | transaction: Request for a Bonded Title for Day 1)

The solution shall implement web

customer self-service for the following

transaction: Request to Modify High (Critical
Transactions | OSS 3640 | Registration Record for Weight Change for Day 1)
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Requirement

Topic Prefix | Nbr Requirement Text Priority

The solution shall implement web

customer self-service for the following

transaction: Request to Obtain Vehicle High (Critical
Transactions | OSS 3660 | Transfer Permit for Day 1)

The solution shall ensure that all

transactions at least initiate a pending

transaction record in real time that is

immediately visible to all customer High (Critical
Visibility 0SS 3690 | service participants and law enforcement. | for Day 1)

For transactions that require extensive

processing in the background, the

solution shall enable the customer to

check the status of the transaction on-

line using a transaction identifier (and High (Critical
Visibility 0SS 3705 | other identification required). for Day 1)

The solution shall enable TxDMV

customers to be kept abreast of status

and required actions through natifications

via the Web, email, messaging or phone | High (Critical
Visibility 0SS 3695 | depending on the customers’ preference. | for Day 1)

The solution shall provide real time,

online status updates to customers on all

online transactions that are not fulfilled High (Critical
Visibility 0SS 3700 | immediately. for Day 1)

2.3.2.2 Non-Functional Requirements

Requirement

Requirement

Topic Prefix | Nbr Requirement Text Priority
The solution shall enable customers to
Browser obtain self-service via standard Web
Based Self- Browser over the Internet and through High (Critical
Service 0SS 3710 | mobile devices. for Day 1)
The solution shall provide Knowledge
Management administration capabilities
Knowledge including: Capability to incrementally
Management deploy solution based on domains of High (Critical
Administration | OSS 3715 | knowledge. for Day 1)
Mobile The solution shall support Mobile
Computing computing, i.e., mobile devices, smart High (Critical
Support 0SS 3720 | phones, etc. for Day 1)
The solution shall include a
knowledgebase and virtual assistant to
allow the customer to complete at a
minimum 85% of all self-service High (Critical
Service Level | OSS 3725 | transactions without agent intervention. for Day 1)
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2.3.2.3 Data Requirements

Requirement Requirement
Topic Prefix | Nbr Requirement Text Priority

The solution shall capture the percent of

calls handled by web self-service (by type | High (Critical
Metrics 0ss 3265 | of use case/transaction). Target: 85% for Day 1)

The solution shall capture the Percent of

calls serviced through virtual assistant High (Critical
Metrics 0SS 3270 | without transferring to call center for Day 1)

The solution shall track the number of

self-service transactions without agent High (Critical
Metrics 0ss 3255 | intervention. for Day 1)

The solution shall provide multichannel

Web Feedback Management and web

analytics to determine: 1) number of

persons using web s